This study developed the research model to analyze the relationship between suggested service quality dimensions with customer satisfaction and customer reuse intention. The sample count of 188 from FBR's e-taxation/e-filling users was used to examine the study model. In this study, the Exploratory factor analysis EFA used to observe the validity and reliability of the measurement model. The statistical method i.e. regression model has been used to check the research model significance relationship among various variable. Statistical result of current research shows that the service quality dimensions namely responsiveness, reliability and trust has significantly related to customer satisfaction whereas empathy has found insignificant. Practical implication of the current investigations suggests to improve the service quality which can progress customer's satisfaction as well the intention of use. The findings of this study provide valuable information to administrative authorities of e-government development regarding e-taxation, as well as for future researchers and projects in domain of e-services.
Introduction
The effect of new advancement in the field of technology regarding public management is on the climb. The internet plays a vital role in this new technological era as the governments nowadays globally focuses on innovatively implementing citizens' services. This phenomenon has given rise and highlighted various lence is different and complex from perception of traditional public service excellence. E-service attractiveness can be categorized as the key contributing factors to the accomplishment or success of online web based adoption [4] [5] . As stated by Lee and Lin (2005) numerous online institutions wilt because of poor e-service quality management. E-service quality can be differentiated as comprehensive consumer appraisal and assessments about the excellence of e-service provision in the implicit marketplace are available [6] .
Electronic service of public services, particularly the accessibility of various forms and offering services, and the alternative of electronically submitting them, gives an effective way to save time and money for people [7] . Innovations now makes it conceivable to customize a website to a point where conveyance of services could be custom-made to meet the particular needs of an individual, in this manner expanding the fulfillment of consumers from public sector services [8] . Research has frequently revisited to study e-government driven service quality as how much an e-government website encourages the able conveyance of effective e-services to facilitate users, agencies and businesses in achieving their governmental transactions [9] . However, the nature of e-government driven services can assume a huge part in enhancing e-government efficiency, and also expanding users' satisfactions.
Achievement of a service acceptance based on the high quality association with end-users which determines consumer loyalty and satisfaction [10] . Consumer loyalty is characterized as "post-utilization assessment of how well a store or item meets or surpasses client desires" [11] . Chang and colleagues (2009) stated that user's satisfaction is about affecting positive feelings in the users, after consuming a service [12] . Research has indicated frequently that by giving service by maintaining quality impacts governmental better performance [13] .
Moreover, service quality and consumer loyalty were observed to be identified with consumer satisfaction through repurchase and revisit intentions [14] . The current study adopted four service quality dimensions for measuring the e-service quality and their effects on customer's satisfaction (responsiveness, empathy, reliability and trust) which recommended by different previous researchers.
E-Service in the case of taxation and e-filling is basically an approach to serve your archives utilizing web and taxes online system. It reduces time and saves a lot of money over traditional techniques. E-filing is an electronic services facility delivered by the government institutions to the citizens to record income tax The purpose of the study is to find the more influencing quality parameters in the current scenario in among "responsiveness", "empathy", "reliability" and "trust" to define the satisfaction and how collectively "satisfaction", "trust" and "responsiveness" affects the decision of e-fillers for taxation in Pakistan to make the "decision regarding the reuse of the e-service".
Literature

Responsiveness
Responsiveness is defined as the complications faced by the customers while availing or using organizational services and the ability or response of the organization to help or motivate the customers to avoid and solve those complications [17] [18] . Responsiveness in terms of e-service is a convincing management procedure offered to the users by various means through Internet [7] .
Chang and colleagues (2009) describe that awareness measures "the limit of e-retailers to give appropriate data to shoppers when an issue happens, having frameworks for dealing with returns, and giving on the web guarantees" [12] . Kim and colleagues (2006) analyze unmistakable accomplishment factors in an online store and express that buying satisfaction of the clients is one of those components fundamental for Website accomplishment [19] . Lee and Lin (2005) Imply that consumers shopping on the web are foreseeing factor that retailers should respond to their inquiries promptly [20] .
Ribbink and colleagues (2004) express that online users need speedy input on
inquires, yet in addition on suggestions for upgrades of the service [21] . They likewise emphasized that by having a decent part of responsiveness may positively 
Empathy
Empathy concerns with users' attitudes that the online portal is giving them individualized consideration and it gives them best advantages on a basic level through the coordination of both delivery mechanism and service content [9] .
Despite the fact that it is believed that there is no instant human interference in the implicit e-service course, while some human contacts are engaged with e-services. Realizing consumer consideration, it demonstrates empathy to consumers. Regarding the characteristics of empathy aspects it can be point out:
great individual consideration, satisfactory contacts, and address grievances friendly and reliably respectful [7] .
Parasuraman and colleagues (1985) in their study reveals that empathy is the caring for individual consideration and needs that the firm present to its consumer [23] . It includes giving consumers particular consideration and counseling who realize the requirements of their consumers and comfort business hours. Ananth and colleagues (2010) has directed understanding in their study on classified service sector which gives individual attention; suitable working hours; and providing personal attention to their customers; overall best convenient services and understand customer's required specific needs [24] . According to Ndubis (2006) classified consumer satisfaction can be accomplished by offering customized, adaptable and supple services to suit the requirements of consumers [25] .
Enhancing the affirmation involvement with the responsiveness, reliability, empathy, assurance and tangibility the overall traditional customary services results in consumer pleasure [18] . "The study recommends that two SERVQUAL measurements (assurance and empathy) are significant affects the satisfaction" [26] . The findings of previous researches explored that empathy has significant impact on consumer satisfaction [10] [27].
Reliability
Reliability supports and provides the sense of responsibilities in different service sectors. For example, legitimate record upkeep, billing precision and providing the service inside satisfactory time constrain [28] . It used to provide the accurate specialized procedural facility of a self-services innovations and the exactness of service delivery [29] . Many researchers have identified that reliability emphasizes to show that how much a guaranteed benefit service provided by an e-government website will execute in the given guaranteed time, for example, sending e-mails or calling to the customer, and also giving the certainty of providing the accurate [31] .
While most of the investigation regarding providing quality e-service has recognized that reliability is the most important measurements on e-service quality dimensions. While the recent investigations on e-services quality confirmed that reliability has been utilized as a part of four unique settings in 15 investigative studies on e-service quality, which affirms that reliability is a standout amongst the most significant elements that ought to be underscored in guaranteeing a decent quality. Previous studies also conclude four notable quality measurements prompting both fulfillment and disappointment, including reliability, easy to use, competence and responsiveness [22] .
There are seven measurements and twenty-six items incorporating reliability which are considered as the projected level for measuring the e-service quality in the domain of e-government. These measurements have been utilized as a part of the scale since they are essential for guaranteeing consumers' satisfaction [32] .
In addition, Zhu and colleagues (2002) contended that reliability measurement has a significant positive impact on apparent service quality and consumer satisfaction by service sector [33] . Recent study has featured the significance of service reliability, illustrating that transit organizations wishing to build their consumers' levels of satisfaction should concentrate on building up a reliable consistent service [34] . Wolfinbarger and colleagues (2002) discover that various dimensions of their measure of e-service quality sly affect the outcomes. They found that satisfaction and reliability is the most important predictor of consumer satisfaction [35] .
Trust
Trust has according to Kissim and his colleagues (2003) 
E-Service Satisfaction and Intentions to Use
Consumer initiates with understandable, equipped description from both the users and the organization. Accepting the inspirations, desires and prospect of both parties gives a ground that how to best serve the client and fulfill his/her needs. It will also enable to provide vital information which will help in improving in the nature of the business, and for the client satisfaction and organizational achievements is the considered as the central part of research proposed by Naylor and Greco, the importance of explaining the basic concepts and essentials which lead towards satisfaction neatly will give a model information regarding which function is working and which is not, which is satisfied and which is not up to the mark [39] . In the review of previous studies related to the current research, the current study found that there are a wide range of definitions for terms identified with service quality, specifically for the website service quality and online service quality.
E-service quality was presented as another concept by Zeithaml and colleagues (2002), Illustrate the notion of e-service quality, which is considered as "the degree to which a site facilitates effective and efficient shopping, delivery and purchasing of items and services" [36] . Customer fulfillment is an imperative predictor of online customer behavior and the accomplishment of an electronic service. If the users are satisfying with the service received through the online system, it is likely they will continue utilizing the system. With the intentions to revisit again, if consumers get frustrated and disappointed with the online system, they would be probably not going to return for a visit. Accomplishment is an effective condition that is the emotional reaction to an item or service experience [37] . 
Research Questions
• What are the most important e-service quality dimensions in e-taxation and how these dimensions' effect customer's satisfaction in e-taxation in Pakistan? • How the e-service quality dimensions can be conceptualized and described in the case of e-taxation to measure consumer satisfaction and intentions to revisit?
Research Conceptual Framework
In current study four e-service quality dimensions will be used as independent variables (Responsiveness, Reliability, trust and empathy) to measure customer satisfaction and reuse intentions in e-taxation of FBRin Pakistan. These service quality dimensions are adapted from e-service previous studies responsive adopted from existing pool of studies Parasuraman [56] , reliability adopted from Yang [22] and empathy and trust adopted from Madu [57] . The statistical model was employed to measure the significance, influence among independent variables (responsiveness, reliability, empathy, trust and satisfaction) as well as to measure the relationship between independent and dependent variables (satisfaction and re-use intentions) as shown in Figure 1 .
This research proposes the following seven hypotheses:
Responsiveness: Responsiveness is readiness to enable consumers and give to speedy benefit. Responsiveness is probably going to have an imperative and significant influence on citizen's satisfaction [56] [58] [59] . Thus the following hypotheses are suggested.
H1: The responsiveness has significant positive influence on customer satisfaction.
H5: The responsiveness has significant positive impacts on customer reuse intentions. H3: There is a positive association between reliability and customer satisfaction.
Trust: Trust is detailed set of believes which comprises ability, integrity, and predictability to be connected in online services [64] . Online users usually avoid electronic service providers whom they don't trust [65] . It means that It implies that trust is accepted as a vital component to building association with citizens online trust which significantly affect positive for long term relationship [52] [66]. The previous researchers indicated that trust is positively related to citizens satisfaction and intentions to use [20] [57] [67] [68] . Consequently, the following hypotheses are suggested.
H4: There is strong positive relationship between trust and customer satisfaction.
H7: The trust has significantly positive relatedness to customer Intention to use.
Satisfaction: Satisfaction is more than of service provision over customers' expectations drive by the perceptions and expectations about the given service quality. Customer satisfaction and it is significantly related to intentions to use [54] [56] [69] . Therefore, the following hypothesis is suggested.
H6: Customers reuse intention mediated by customer satisfaction toward e-service quality.
Methodology
Research Purpose
Every research can be categorized in context of their purpose. Accordingly, most of these are categorized study is descriptive and explanatory. The study is descriptive because the data will be collected through detailed semi-structure questionnaire and it's also exploratory because we test the relationship between e-service quality i.e. five variables (reliability, Responsiveness, trust, Empathy) with customer's satisfaction and how these e-service quality dimensions' influence customer's satisfactions. Thereby how trust, responsiveness and satisfaction mediate intention of use. Nowadays the monitoring of consumer satisfaction is considered one of most important strategic and effective quality management.
The customers are based on their pervious experiences, needs and information 
Sampling Design and Sampling
The population of this study comprised with the registered citizens with the portal for e-filling in Pakistan. Non-probability sampling i.e. convenient sampling design used to collect the data from all participants. The semi-structure questionnaire employed as instrument of data collection because quantitative questionnaire is considered one of most reliable instrument of technology adoption as it uses a set of research questions to fulfill the data requirements of study as well to target specific numbers of respondents in more efficient and practical way [71] [72] . Finally, the sample of this study consist e-taxation users of Pakistani citizens and quantitative questionnaire will be distributed among 273 citizens purposively selected from twin cities (Islamabad, Rawalpindi) of Pakistan.
In total 273 questionnaires were distributed among the respondents, and 206
were returned. After thoroughly checking 18 questionnaires were found uncompleted which eliminated.
The Instruments of Data Collection
The construct model based on previous studies which is discussed in existed literature, five-point likert scale will be used for each construct. All items of construct have been used in pervious researches; the adopted items will be modified to relate an e-taxation environment. The construct will be in two parts first part will describe the demographical data as well as the individual characteristics and the second part will be described the study constructs. The source of questionnaire items and well detail survey instrument is given below in this study. A pilot study conducted in twin cities (Rawalpindi, Islamabad) of Pakistan. The instruments distributed among thirty e-taxation users of FBR. The respondents of the study asked to identify any error or ambiguity in wording or formatting of the questions. Additionally, to increase the reliability and validity of constructs ten questionnaires distributed among research scholars. Moreover, the modification of the instrument items based on respondent's feedback. It has been summarized that male respondents were recorded high sample size as compare to female respondents. It has been observed that male population is educated but due to equal gender population, so the sample size must be increase on equal gender base in future studies. Illiterate population was also not the part of this study which can also be considered in upcoming researches.
Data Analysis
Results and Analysis
Reliability and Validity Analysis
The exploratory factor analysis (EFA) measures the items strength and ability to predict and explain each of the construct studied in the current analysis. In the statistical manner, the tools i.e. SPSS statistic v23 used to perform this task to examine validity of the items and its ability to predict determinants. In EFA the convergent validity is based on three indicators; 1), the construct reliability of each item (factor loading), 2) the reliability of every measure (CA), 3) the average variance extracted (AVE). All items of constructs have convergent validity when the combined reliability increased the standard of 0.7 and value of average variance extracted (AVE) is higher than 0.05 [73] . values (ranged between 0.700 to 0.888) observed higher than 0.7 as shown in Table 3 . Consequently the convergent validity of the measures is strongly supported by analysis result [73] [74] . Moreover, all Alpha values were found greater than 0.7, expect one construct other showing good reliability [75] . Table 4 
Result of Multiple Regression of IVs on DV
From the result of ANOVA it is conceivable to discover whether the given cre- Overall three hypotheses of the study are proved significant and (IV134) service quality dimension have significant influence on (DV) customer satisfaction.
Whereas trust is found highly significant among four DVs, as well empathy found lowest significant as shown in Table 5 .
The ANOVA test has been employed to check overall fitness of the model. Table 6 .
The regression test was conducted to measure the relationship between study Whereas satisfaction is found highly significant among three DVs, as well responsiveness found lowest significant.
Results and Discussion
The research illustrates inter relationship of service quality dimensions (responsiveness, trust, reliability and empathy) and its impacts on customer satisfaction as well on customer reuse intentions in e-taxation of federal board of revenue in Pakistan. Therefore, these four service quality dimensions have significant relationship with customer satisfaction on the other hand two dimensions of service quality and customer satisfaction has recorded significant influence on customer reuse intentions.
This study also observed that service quality dimension is appropriate tool to measure the quality of e-taxation service quality in Pakistan. So the concerned Among the four dimensions of service quality responsiveness, empathy, reliability and trust observed the important predicator of customer satisfaction furthermore two dimensions of service quality and customer satisfaction has found significant predicator of customer reuse intensions. This implies that these four dimensions of service quality and customer satisfaction are most important for the users of e-taxation in Pakistan.
The study summarized with the result that customer satisfaction and customer reuse intentions in e-taxation services of Pakistan has significantly affected by responsiveness, empathy, reliability and trust.
The study found that H1 is supported in this study with beta value of 0.250 for responsiveness by past studies i.e. in the Telecommunication Services industry in the context of Syria [49] , in a Public Healthcare Industry in the context of Turkey [26] , in an online banking services of Jordan [46] [77], in an Internet Service
Customers [47] , in a GSM service sector of Georgia [51] , in an online Hotel Industry of Bangalore [50] observed that the higher level of responsiveness apparently foster customer satisfaction.
Moreover, reliability and empathy have interesting impact on consumer satis- 
Conclusion
This research elaborated that service quality dimension's holds strong impacts on customer satisfaction and customer reuse intentions. The current study observed that there are positive relations among independent and dependent variables of the current study. Despite the fact that consumer service has been assessed long time prior, it's still one of imperative research that e-government services must keep on conducting with a specific end goal to meet the suitable changes in the service quality which can develop tax payers' satisfaction and prompt e-users reuse intentions. New technologies must be integrated as a factor to assess service quality in upcoming future studies. A clearer understanding with regards to the arrangement of connection between service qualities, consumer satisfaction can guarantee better focusing of customer reuse intentions. SERVQUAL scale for measuring service quality to contextualize e-service quality, an examination of the SERVQUAL scale is required since a large portion of the present e-service quality scales are developing in light of the SERVQUAL instrument.
Limitation and Future Studies
The current study has several limitations and the most important is the sample size. The validity of the result might be less because of small sample size. The respondent of this research were mainly selected from two metropolitan cities (Islamabad and Rawalpindi) whereas future studies are advised to increase the sample size. The study should focus on other cities of Pakistan to enhance the level of validity and generalization. Another limitation of this research is questionnaire language which was in English. Most of the respondents who are not familiar with the English might not thoroughly understand the given items in the survey instrument, which could enhance the confusions in the given questions that might affect reliability of data set. There for future studies are suggested to include local languages such as Urdu, Punjabi and Pashto in the survey instrument to be appropriate for the respondents. The last limitation, this study only selected several appropriate service quality dimensions as an independent and dependent variables related to the issue which doesn't cover all dimensions of e-service quality. Additionally, the future studies are suggested to expand the number of e-service quality dimensions which could lead to improve validity and to predict customer satisfaction as well as reuse intention in various e-services domain.
